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1
SELF-SERVICE TERMINAL REMOTE FIX

CROSS-REFERENCE TO RELATED
APPLICATION

This application claims priority from U.S. Provisional

Patent Application No. 61/174,321, filed Apr. 30, 2009,
entitled “End-To-End Seli-Service Device Management,”

which 1s incorporated by reference herein in 1ts entirety.

FIELD OF TECHNOLOGY

Aspects of the disclosure relate to providing apparatus and
methods for improving selif-service devices such as Auto-
matic Teller Machines (“ATMs”), cash recyclers, and seli-
service Kiosks. The aspects of the disclosure also relate to
management of such self-service devices.

BACKGROUND OF THE INVENTION

One aspect of seli-service terminals that 1s often over-
looked 1s the ability of the terminal to be managed remotely.
Today there are several companies involved 1n electronic
self-service device management. Specifically, these compa-
nies focus on personal computer management. However, they
typically do not have the ability to interact with peripherals
that are unique to the self-service industry.

Due to the lack of remote capabilities, self-service device
companies typically have to dispatch a technician to resolve
device failures.

Several companies have developed software products to
help manage PC devices, but these products may not be
adapted to interface—well or, perhaps, at all—with periph-
erals on a self-service device such as a cash dispenser, deposi-
tory, card reader, efc.

Other conventional products also typically do not combine
PC management with management of self-service devices.

While self-service devices and seli-service device moni-
toring solutions are available, these device solutions provide
little information to the technician going on site to resolve
self-service device failures. Recently some progress has been
made 1n this area with the itroduction of component level
monitoring provided through Simple Network Management
Protocol (“SNMP”). This feature allows for sensor level
reporting of a failure. It would be desirable to provide more
diagnostic details to assist the technician in problem determi-
nation.

Furthermore, current devices and device monitoring sys-
tems are typically reaction-based. Generally, such systems
initiate a fault analysis only when a seli-service terminal
generates a fault that indicates a hard down failure—i.e., a
tailure that interrupts device service. When a hard fault indi-
cation 1s received, the monitoring system dispatches a tech-
nician to repair the seli-service terminal. Because travel time
accounts for a large percentage of downtime for self-service
terminals, 1t would be desirable to eliminate, when possible,
downtime for self-service terminals attributable to travel
time. Specifically, 1t would be desirable to provide a seli-
service device that, preferably together with a remote moni-
toring system, can predict imminent failure and dispatch a
technician to repair the device prior to the device going out of
service—thereby eliminating the downtime associated with
technician travel time.

It would also be desirable, 1n general, to provide apparatus
and methods for providing end-to-end self-service device
management.

10

15

20

25

30

35

40

45

50

55

60

65

2
SUMMARY OF THE INVENTION

A method for implementing fault resolution on an elec-
tronic self-service device 1s provided. The method may
include storing seli-service device fault data 1n an 1informa-
tion storage module resident 1n the self-service device. The
method may also include analyzing the seli-service device
fault data to determine whether the self-service device 1s
capable of correcting the fault condition. If the self-service
device 1s capable of correcting the fault condition, the method
may include determining whether a customer transaction 1s
ongoing. And, 11 the customer transaction 1s not ongoing, the
method may include instructing the seli-service device to
correct the fault condition.

BRIEF DESCRIPTION OF THE DRAWINGS

The objects and advantages of the invention will be appar-
ent upon consideration of the following detailed description,
taken 1n conjunction with the accompanying drawings, in
which like reference characters refer to like parts throughout,
and 1n which:

FIG. 1 shows apparatus that may be used 1n accordance
with the principles of the invention;

FIG. 2 shows an apparatus for use according to the prin-
ciples of the invention;

FIG. 3 shows a schematic diagram of another apparatus for
use according to the principles of the invention;

FIG. 4 shows a schematic diagram of hardware apparatus
for use according to the principles of the invention;

FIG. 5 shows a schematic diagram of a network for use
according to the principles of the invention;

FIG. 6 shows a schematic diagram of another apparatus for
use according to the principles of the invention;

FIG. 7 shows elements of a process in accordance with the
principles of the invention;

FIG. 8 shows elements of an illustrative hybrid device/
process elements 1n accordance with the principles of the
imnvention;

FIG. 9 shows elements of another illustrative hybnd
device/process elements 1n accordance with the principles of
the invention;

FIG. 10 shows elements of still another 1llustrative hybnd
device/process elements 1in accordance with the principles of
the invention;

FIG. 11 shows elements of an additional illustrative hybnd
device/process elements 1n accordance with the principles of
the invention; and

FIG. 12 shows elements of one more hybrid device/process
clements 1n accordance with the principles of the invention.

DETAILED DESCRIPTION OF THE INVENTION

Apparatus and methods for improving management of
self-service devices such as Automatic Teller Machines
(“ATMSs”), cash recyclers, and self-service kiosks are pro-
vided. Management of these devices typically involves func-
tions such as inventory collection, configuration control
(hardware, software and firmware—i.e., a hardware device
and/or computer instructions and data that reside as read-only
soltware on that device), self-healing, remote fault diagnosis,
remote {1x capabilities, remote assist, software distribution
and reporting.

An ATM for use with apparatus and methods according to
the invention may be made up of one or more of the following
devices or other suitable devices: a CPU (which may control
user interface mechanisms, transaction devices, and commu-
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nication with a central server), a magnetic card reader (to
identify the card being used), a PIN pad, a cryptoprocessor, a
display, function keys (usually 1n close proximity to the dis-
play) and/or a touchscreen, a printer (to provide a transaction
record to a customer), a vault (to store portions of the machin-
ery requiring restricted access), and a housing. In certain
ATMs, a smart card reader (that reads a chip instead of a
magnetic strip) and bill validation technology may also be
implemented.

Many ATMs have migrated from a custom hardware archi-
tecture to a hardware architecture that 1s similar to a personal
computer. Accordingly, many ATMs are able to use operating
systems such as those available under the trademarks WIN-
DOWS (from the MicroSoft Corporation, Redmond, Wash.)
or LINUX (from sources such as Linux Online, Inc., Ogdens-
burg, New York).

A Tfurther feature of an ATM {for use with systems and
methods according to the invention may include printing each
transaction to a roll paper journal that is stored inside the
ATM. The roll paper journal allows both the users of the
ATMs and the financial institution associated with the ATM to
settle disputes based on the records in the journal. In some
cases, transactions are posted to an electronic journal. An
clectronic journal (referred to herein 1n the alternative, as an
“electronic log”) may remove the cost of supplying paper to
the ATM and allow for electronic searching of data.

Table 1 lists illustrative types of management functions
that may be performed 1n connection with the apparatus and
methods according to the invention along with an illustrative
description of each function. In some embodiments, the appa-
ratus and methods may perform one or more of the manage-
ment functions and/or other suitable functions.

TABL

(L]

1

[llustrative tvpes of managsement functions.

Management Function [llustrative Description

Take preventive action on a
potential device failure.
Provide to a technician fault-
specific information prior to a
site visit.

Remotely perform root cause
analysis.

Resolve problems without onsite
presence.

Report historical information
and see a defined set of data
elements.

Access and view version
information regarding self-
service device components,
information regarding device
capabilities.

Set up defined configuration
profiles and 1ssue an alert
when a device 1s outside of
control parameters.

Present information from
diverse sources 1n a unified
way. Individual users may set
up customized views based on
their individual needs.
Present, preferably in real
time, information from diverse
sources 1n a unified way.

Proactive Maintenance

Remote Assist

Remote Diagnostics

Remote Fix

Reporting

Hardware/Software Firmware
Visibility

Configuration Management

Portal

Dashboards

The apparatus and methods may be scalable, for example,
to cover all or a portion of the fleet of ATMs that run on a
platform such as that available under the trademark APTRA
platform, which 1s available from the NCR Corporation, Day-

ton, Ohio.
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[llustrative features of proactive maintenance, remote
assistance, remote diagnostics, remote fix, reporting and
views, root cause analysis and networking, security and
redundancy, and other features are described below.
Proactive Maintenance

Apparatus and methods of the mvention may provide a
mechanism for monitoring self-service devices to predict a
failure before the failure occurs. Such a mechanism may
predict failure at least by providing entries in log files.

Over time, the performance of each component within a
self-service terminal may degrade. As the performance
degrades, warning messages may be written to log files within
the device. Certain thresholds and/or patterns of these warn-
ing messages ndicate that a failure 1s going to occur 1n the
near future.

Performance 1s also measured through success rates of
cach device and failure prediction can take place once the
performance gets below a certain threshold.

In some embodiments, the failure prediction can take place

either at the self-service terminal or at the central monitoring
server. A combination of the seli-service terminal or the cen-
tral monitoring server may be used 1n apparatus and methods
according to the mnvention. In such apparatus and methods, a
software and/or hardware agent residing on each self-service
terminal can review the data from the device for patterns and
can predict failures. The central monitoring system also looks
for patterns and may predict a failure. The following are
illustrative examples of features that may be present 1n some
embodiments: Self-service Terminal Agent Prediction—
makes decisions at the terminal without using network band-
width and uses the processing power of the local device to
evaluate log file patterns. Central Monitoring Server Predic-
tion—yprovides a mechanism for rules to be centrally man-
aged. Changes to rules do not have to be downloaded to each
self-service terminal.
The apparatus and methods may provide the ability to
gather all mventory components of a self-service device
including hardware, software, drivers and firmware. In some
embodiments, a software manifest (or “thumbprint™) may be
retrieved. The thumbprint may be a numerical value corre-
sponding to the software present on one or more devices inthe
self-service device.

This inventory can be performed through a combination of
Windows Management Interface (the infrastructure for man-
agement data and operations on Windows-based operating
systems) and vendor specific information.

The apparatus and methods may gather information from
self-service devices via an electronic communication net-
work by polling Windows XP™ self-service device objects
and peripherals. The polling may be automatic or manual, as
appropriate. The polling may 1dentily faults in the objects
and/or peripherals. For the purposes of this application, a
device object may be understood to represent a logical, vir-
tual, or physical device for which a driver handles I/O (input/
output) requests. Also, for the purposes of this application, a
device object structure may be understood to represent a
soltware structure that can be used by an operating system to
represent a device object.

The apparatus and methods may gather information,
remotely execute seli-service device processes and dispatch
service mstructions using any suitable communication proto-
col, such as Gasper Exchange (“Gasper”), manufactured by
Gasper, located in Dayton, Ohio. The service instructions
may be directed to self-healing processes on board seli-ser-
vice devices. The service instruction may be directed to a
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human service provider. Some embodiments may include a
real time (or near real time) mformation feed to monitor
self-service devices.

The apparatus and methods may perform analysis on infor-
mation gathered from the self-service devices. For example,
the information may include fault information, cash mmven-
tory and dispensing information, network information and
transaction information. The information may be used to
identify behaviors, which may include trends.

The apparatus and methods may be used to establish seli-
service device performance control data, control limits,
operational index thresholds and the like. The apparatus and
methods may 1dentity and act on exceptions and variations in
the control data, limits and thresholds. In some embodiments,
one or more limits and/or thresholds may be automatically
set.

Control data may be selected such that an excursion of
control data beyond control limits may be caused by a seli-
service device fault condition or a speculative or impending
fault condition. In some embodiments, control data schema,
control limits, thresholds and the like may be continuously,
periodically, occasionally, or ad hoc updated at least 1n part in
response to new data generated by the self-service device.
Some embodiments may include an electronic platform for
the capture of technician feedback. The feedback may pro-
vide knowledge that can be used to update control data
schema, control limits and/or thresholds.

The apparatus and methods may use historical self-service
device failure sequences as a basis for predicting when failure
1s imminent. For example, the apparatus and methods may
determine when an ATM took 30 seconds to dispense 100
dollars worth of bills to a customer. Following such a deter-
mination, a machine learning algorithm can log such
degraded performance prior to an actual operational failure.
When a threshold number of such degraded performance
events occurs, a message can be generated that informs of a
potential fault situation.

The apparatus and methods may include a software and/or
hardware agent that resides on the self-service device that
monitors the status, availability and health of the individual
device as part of or independent from a fault notification
system. Such monitoring may monitor hardware, software
and/or firmware—1.e., some elements include software and/
or hardware. The agent may detect and report anomalous
scenarios at the machine that do not cause an operational
failure. Such scenarios may include where an ATM will not
dispense a $5 bill. Accordingly, such scenarios may automati-
cally generate a notification.

Another example relates to magnetic ink character recog-
nition (“MICR”). In a scenario where a MICR-head for read-
ing MICR ink on checks has degraded, or needs to be cleaned,
repeated faults related to reading checks may occur. Such
faults may precede an operational failure. Nevertheless, when
such faults reach a predetermined number, the agent may
report the occurrence of such pre-failure faults to the central
system which may create a ticket that requests maintenance.
This mnformation may then be provided to the technician as
part of the dispatch. Such a scenario may be referred to as a
“Remote Assist” scenario.

Another example relates to a jammed cash acceptor. In a
scenar1o 1n which a note was jammed 1n the cash acceptor, an
alert may be sent to a central server. The alert may 1nitiate
remote maintenance. Such remote maintenance may avoid
the occurrence of an operational failure that closes the
machine for some amount of time and that requires more
costly and time-consuming on-site maintenance by a techni-
cian.
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In some embodiments, the apparatus and methods may
identify “failure breakpoint™ and create failure tickets that are
specific to a failure root cause. For example, 11 a network 1s
down and impacting 3000 seli-service devices, the network
outage may be 1dentified and a fault ticket created. In some
embodiments, the fault ticket may be a single fault ticket—
thus avoiding redundant fault ticket creation by the other
2,999 self-service devices.

In the foregoing example, the apparatus and methods may
utilize data elements that exist on each self-service device that
specily the router associated with the self-service device.
Based on such data, additional logic may be implemented that
may allow a system to screen for mass outages. Such screen-
ing for mass outages can be used to instruct a central system
either to disregard fault tickets generated by self-service
devices associated with the downed router, and/or instruct the
self-service devices associated with the downed router not to
generate individual fault tickets. Alternatively, such screen-
ing for mass outages can be used to struct a central system
either to disregard fault tickets generated by a server associ-
ated with the downed router (or associated with ATMs asso-
ciated with the downed router), and/or instruct the server not
to generate selected fault tickets corresponding to the downed
ATMs. Accordingly, such a system may limit the number of
tault tickets generated by the self-service devices.

Apparatus and methods according to the invention may be
able to provide information for each self-service device for
the time and type of the last known successiul transaction.
Such information may be provided using agent-based tech-
nology that performs log parsing for filtering an electronic log
stored by the ATM. Successtul transactions are typically
marked on certain electronic ATM logs. Component 1dentifi-
cation information for self-service device components,
whether compatible with norms of the European Commuttee
for Standardization (“CEN”) or not, may be provided to a
component supplier, such as a technician, when the supplier 1s
dispatched.

In certain embodiments of the invention, the dispatch ticket
1s not closed unless all components are healthy. I the status of
the device changes, an update may be sent to the vendor—i.¢.,
when a dispatch event i1s created, preferably information
regarding each component’s health 1s sent to the vendor. Such
an embodiment preferably reduces additional tickets for dii-
ferent faults because i1t sends a compilation of all faults that
have been reported by the agent following the last dispatch
event. Accordingly, all new faults may be included 1n a single
dispatch ticket.

In some embodiments, the apparatus and methods may
provide mformation about when the technician dispatch to
provide service occurred—i.e., a time stamp of technician
dispatch. The imnformation may be compatible with one or
more known service providers, such as NCR, Diebold, and
Wincor.

The apparatus and methods may provide the capability to
query fault ticket history for each self-service device. The
fault history may include some or all of the data for each
ticket. In some embodiments, the data may be maintained as
historical data for 13 months or more. The historical data may
be provided 1n a browser compatible format and may have
readily-accessible links.

In some embodiments, the apparatus and methods may
provide a chronological list of faults for a mimmum o1/ days.

In some embodiments, the apparatus and methods may
provide a platiorm to gather current and historical forensics
on a particular error code or fault scenario. Such a platiform
may be implemented using log parsing, time series analysis,
statistical correlation and any other suitable methods.




US 8,300,275 Bl

7

In some embodiments, the apparatus and methods may
provide a capability for the monitoring system to interface
with the software distribution system. Such technology may
include agent-based technology that provides solftware con-
figuration control management capabilities to automatically
interface with the software distribution system.

In some embodiments, the apparatus and methods may
provide near real time data on utilization of PC system
resources. While self-service devices may currently provide
device hardware failure information, nevertheless, self-ser-
vice devices according to the invention may include reporting,
capabilities extending to PC system resources such as hard
drive errors, memory errors, or sub-optimal processor pertor-
mance.

In some embodiments, the apparatus and methods may
monitor and evaluate degraded AT Ms at the component level.
Such components may include components that are required
for the successtul operation of the ATM. Such monitoring
may include reviewing degradation of a cards received/cards
rejected ratio or a review of the transaction success rate of the
component.

In some embodiments, the apparatus and methods may
automatically run defined PC-maintenance operations, such
as, for example, a scheduled weekly defragmentation run or
other suitably scheduled tools.

Remote Assistance

The apparatus and methods may provide fault event back-
ground 1information to a technician that 1s dispatched to ser-
vice a self-service terminal. The background information
may provide the technician with information that the techni-
cian may need for repairing the terminal prior to the techni-
cian’s travel to the terminal site. This mnformation can be
torwarded preferably automatically by the self-service termi-
nal and can be appended with imformation gathered by a
remote user. Such information may have been gathered in
response to remote troubleshooting. The mnformation may be
support a determination as to the root cause of a failure, fault
or fault event. The information may help establish—perhaps
betfore the technician arrives at the terminal-—an association
between the root cause and an inventory part.

To ensure the right part 1s acquired by the technician prior
to going onsite, 1t may be helptul for the technician to know
the model and revision of the relevant part or parts in the
self-service device. Apparatus and methods according to the
invention may be configured to report some or all inventory
components ol the self-service device including revision
number and firmware version i1dentification.

Remote assistance may increase availability of self-service
terminals to customers. More particularly, these embodi-
ments may reduce travel time associated with obtaining parts.
Quantitatively, this troubleshooting may reduce, 1n some
instances, the self-service terminal downtime by the amount
of time 1t would take the technician to leave the site and return
with the required replacement part.

Specifically, apparatus and methods according to the
invention may append fault data with information gained
through remote troubleshooting. Furthermore, providing the
onsite technician with additional information prior to travel-
ing to the site prevents additional downtime caused by the
technician needing to leave the site to obtain parts after onsite
troubleshooting. Onsite troubleshooting time may also be
reduced by remote troubleshooting independent of whether
additional parts are needed or not.

In some embodiments, a reporting module may provide a
plain-language description of the fault. The host (preferably
obtained from the self-service device user interface that tech-
nicians use to troubleshoot self-service devices) may inter-
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pret fault codes. (Ex: fault code “ABCDEFG” may be trans-
lated as “Card reader 1s out of service” and transmitted with
both the fault code and the translation.)

The apparatus and methods may involve an electronic plat-
form for an associate to share knowledge with a technician via
vendor dispatch systems. The knowledge may be knowledge
that the remote associate acquired during remote monitoring,
diagnosis and remediation. The knowledge may be knowl-
edge that the technician acquired from the self-service device.
The knowledge may be knowledge that the remote associate,
technician or other individual or entity gathered from a prob-
lem solution database.

The knowledge may include relevant fault information,
such as a part number of a failed part. The knowledge may
transmit inter alia, historical information—e.g., status logs
which may include error information and any dispatched calls
to the machine—to the remote associate. One such log for
transmission to the remote associate may include a BNA
binary log which contains the performance information of the
BNA. The BNA may allow an associate to determine a root
cause of a fault. Such a root cause may include a determina-
tion that a bill was stuck 1n the reject tray. Another root cause
of a fault may include that the bills are stuck 1n the input area.

The apparatus and methods may identify what transactions
of the seli-service device are still operational given a device
fault notification. This mformation may be derived at the
self-service device from a “non-available function™ of the
device. Such a function 1s present 1 some self-service
devices. It may be implemented using a grayed-out button,
which indicates non-availability of the function. This 1nfor-
mation can be transmitted for sharing between the associate
and the technician.

Another aspect ol the present invention relates to the ability
to compile some or all of the information known about a fault
into a single report or group of associated reports. The report
may be a fault ticket, an email message, a data object, a
mark-up language file or any other suitable report. The report
may be sent to the technician that will be going on site to
repair the terminal. The report may include fault data from the
self-service terminal, data gathered from remote trouble-
shooting, inventory data and historical seli-service terminal
data from log files which reside either at the self-service
device or the central server.

Remote Diagnostics

The apparatus and methods may involve an electronic plat-
form that allows a remote entity on the entity-side firewall to
be able to take control of a self-service device remotely from
a soltware and diagnostic perspective.

Remote control may be supported by real time (or near real
time) views. The platform may export seli-service device log,
files from self-service device systems (inclusive of Windows
and non-Windows log files—e.g., application log files, secu-
rity log files, electronic journal files (like the paper role asso-
ciated with a cash register), trace log (which includes all
communications between seli-service device and host) or any
other suitable log files).

Apparatus and methods for use with this present system
may provide specific software, firmware and hardware 1inven-
tory of each self-service device. Such inventory may include
drivers.

The platform may capture and record all software, hard-
ware and firmware changes to the self-service device. Such
soltware, hardware and firmware may be proprietary and
associated with various diflerent entities.

The platform may capture and display the current and
historic software, hardware and firmware inventory of one or
more self-service devices. In some embodiments, an 1nven-
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tory reporting field may be overwritten. In some embodi-
ments, the inventory information may be maintained in order
to track the self-service device ventory over a period of
time.

The platform may provide a report that shows a history of
the software release number, including patch number, of one
or more self-service devices. In this embodiment, the soft-
ware release number may be logged into a field within the
self-service device, and available for transmission to a remote
associate.

The platform may support the execution of vendor-sup-
plied diagnostics. Conventionally, these diagnostics are only
available on-site. Such implementation may include remotely
executing individual diagnostic tools relating to an individual
component without requiring a full diagnosis.

In some embodiments, the platform may provide remote
control such that a remote associate may execute the same
soltware diagnosis steps that a technician would take at the
device.

The platform may determine whether Voice Guidance (for
seeing-impaired customers) 1s fully functional on Win-
dows™-based machines. Such Voice Guidance typically pro-
vides a jack for using headphones to provide audio signals. A
smart-jack that provides a signal when headphones have been
inserted nto the jack may be used at the self-service device.
The signal or a proxy thereof may be transmitted to the
platiorm.

The platform may communicate with a knowledge base
that stores solutions for dealing with a particular fault, such as
one that may have been reported 1n connection with a service
call.

Some embodiments may mnclude a “one button™ snap shot
(preferably associated with the self-service device 1dentifica-

tion number) which provides information for a checklist of
faults associated with the machine.
Remote Fix

Certain aspects of the invention relate to seli-healing of
self-service devices. In some embodiments, the seltf-healing
may occur regardless of what caused the failure (software,
hardware or firmware.) In certain embodiments of the inven-
tion, when a fault occurs, some recovery routine(s) automati-
cally recover the operational state of the self-service terminal.
In some embodiments, the recovery may occur regardless of
whether the fault was caused by hardware, software or firm-
ware.

A self-service device according to the mvention and/or a
server according to the mvention may store self-healing sub-
routines that are directed to specific fault data. Accordingly,
certain aspects of the invention relate to selecting appropriate
self-healing subroutines in response to the detection of a
predetermined fault and/or fault profile.

Certain embodiments of the invention relating to self-heal-
ing focus on improving the availability of self-service termi-
nals to customers. Seli-recovery from faults can reduce the
downtime of a seli-service device by an average of 3 hours
when compared to sending a technician onsite to repair the
problem. Not having to send a technician on site may reduce
the cost associated with maintaining a network of self-service
devices.

Apparatus and methods according to the invention may
provide a mechanism for a self-service terminal to heal itself
without any human 1ntervention by automatically executing,
recovery routine(s) when a fault occurs. The recovery rou-
tines may be initiated locally on the self-service terminal
through a software agent running on the device or remotely
from a central server that communicates to the software agent
running on the self-service terminal. The result of an auto-
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mated recovery action can be communicated to the central
monitoring system. Automated recovery features may treat
failures 1n hardware. Automated recovery features may treat
failures 1n software. Automated recovery features may treat
failures 1n firmware.

Some examples of self healing process steps according to
the invention follow:

Software: If an event indicates that a required process has
stopped, then the self-service device may restart the process.

Hardware: If an event indicates a hardware failure on the
dispenser or other peripheral, the self-service device may
automatically remmitialize the dispenser or other peripheral
and perform a device self test to determine if the failure can be
automatically recovered.

The apparatus and methods may initiate a seli-healing
process 1n a self-service device for which a fault 1s 1dentified.
The self-healing process may be initiated locally at the seli-
service device. The self-healing process may be initiated
remotely. The selt-healing process may include pre-defined,
on-line, off-line, and/or automatically-generated steps.

Prior to a self-heal, the apparatus and methods may mini-
mize interference with a customer transaction by delaying
self-healing until the customer transaction 1s completed. In
some embodiments, remote management functions and cus-
tomer transactions may be independent such that the remote
management functions do not interfere with customer trans-
actions.

Alfter a self-healing process 1s run, the success or failure of
the process may be recorded. In some embodiments, the
success or failure may be monitored using captured data.

In some embodiments, a self-service device screen shot
may be captured for viewing in connection with remote
operations. The screen shot may show what 1s currently dis-
played on a service display or a customer display. Current and
historic hardware, software, and firmware inventories of the
self-service device may be captured and displayed at the
device or remotely.

The apparatus and methods may provide that software
packages (individual file and package releases) for remote
self-services fixes be housed on an internal database that 1s
accessible for a remote fix. Thus, a copy of every file that 1s
used on a seli-service device may be housed remotely from
the device so that copies can be accessed 1n order to trouble-
shoot the files resident on the device.

The apparatus and methods may involve remote execution
of xis (Extensions for Financial Services) commands, snmp
(simple network management protocol) commands, service
restarts and any other process requiring restart. The apparatus
and methods may mvolve remote shut down and 1nitialization
of self-service device components.

Machine mtelligence at the self-service device may be
utilized to help the self-service device recover following a
loss of communication. Such intelligence may also be utilized
to reduce traific on communication lines because no commu-
nication may be needed with the remote server.

In some embodiments, the apparatus and methods may
return a seli-service device to a last known good configura-
tion at the component level. For example the self-service
device may be restored to a previous, working version of
firmware following a rollback of a later-in-time defective
firmware version. This approach may apply to any driver, or
executable file or any suitable version that needed to be rolled
back—i.e., withdrawn from the self-service device.

In some embodiments, the apparatus and methods may
involve monitoring and/or tracking user actions associated
with remote access. The monitoring and/or tracking may
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involve associating a date and time stamp with a remote
action. This may provide traceability, from a security per-
spective.

In some embodiments, a seli-service device may be placed
in an out-of-service mode. The out-of-service mode may
include a supervisory mode. In the supervisory mode, the
out-of-service device may display showing options for diag-
nosis and repair. A Gasper notification may be made when
this action 1s performed.

Table 2 includes illustrative examples of self-service
device components and processes that may be seli-healed.

TABLE 2

[lustrative examples of self-service device
components and processes that may be self-healed.

Components Processes

Card reader Passport Agent
Printer Touchscreen Service
Dispenser Tivoli Service
Check acceptor SNMP Service

SNMP Trap Service
Print Spooler
WLA - Workstation Update

Domain Time Client
IPSEC Service

Bill acceptor

Reporting and Views

Increased hardware, software, and firmware visibility may
also be obtained using such apparatus and methods according
to the invention. For example, a system according to the
invention may gather hardware inventories from self-service
devices and associated hardware configuration parameters.
Apparatus and methods according to the mnvention may also
gather soltware inventories, associated software configura-
tion parameters, firmware inventories from and associated
firmware configuration parameters. Such apparatus and
methods according to the invention may also gather driver
versions from self-service devices and associated configura-
tion parameters e.g., printer drivers, screen drivers, touch-
screen drivers, efc.

Such configuration parameters, whether associated with
hardware, software, or firmware, may be self-generated based
on input or output data. Alternatively, such configuration
parameters may be manually configured. In some embodi-
ments, apparatus and methods according to the invention can
remotely identily software manifests—i.e., a numerical 1den-
tification associated with the existent software on a given
seli-service device.

Apparatus and methods according to the invention may
monitor the health of Base24—a software application avail-
able from ACI Worldwide Corp., Omaha, Nebr. under the
trademark BASE24—that runs on the server that is typically
used for ATM connectivity—or any other application that
runs on a server that communicates with the ATMs.

Root Cause Analysis and Networking

Many self-service devices are networked with other seli-
service devices. A group of networked self-service devices
may be served by one or more servers. Apparatus and meth-
ods according to the invention may 1dentify the root cause and
location for a network communication breakpoint.

In order to advance such identifications and/or related
investigations, certain queries may be automatically transmiut-
ted to the server or the seli-service device. Such queries may
include the machine-language equivalent of “do you have
communication with the ATM? If not, can you communicate
with the router that the ATM 1s routed through?”
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An automated and preferably hierarchical process for
determining the extent of the breakdown may also be imple-
mented—e.g., first communication-related queries may be
requested, then power supply-related queries may be
requested, then processor-related queries may be requested,
ctc. In addition, apparatus and methods according to the
invention may recall the data memory——e.g., (RAM)—dump
that occurs when the self-service device locks-up or other-
wise terminates operations as a result of a fault.

Apparatus and methods according to the mvention may
provide information on the total number of self-service
devices 1n a network and the status of those devices. Such
status reports may include status characterizations such as,
for example “Unavailable™, “Supervisor Mode” (out of ser-
vice to customer for replenishing supplies, adding cash etc.),
“Up” (communication 1s established with device), and
“Open” (in service), etc. The apparatus and methods may
work together with existing network security systems as well
be adapted to use entity-supported development language
(including source code) with a graphical user interface
(“GUI”) including a language option.

A network according to the mnvention may also automati-
cally import and/or register self-service devices. This may be
characterized as a self-registration process.

Security and Redundancy

In some embodiments, data transmission 1n connection
with the apparatus and methods may conform to predeter-
mined information security requirements, for example, those
associated with protection of customer’s privacy. When
implemented by an entity, the apparatus and methods may be
deployed substantially within the enftity-side firewall net-
work. In some embodiments, interfaces outside of the entity-
side firewall may be required. Some embodiments may com-
ply with enterprise security controls and audit standards.

Security controls may be 1n place to ensure that unautho-
rized changes to soitware, firmware and configuration are
prevented. All information 1s preferably PCI-compliant (Pay-
ment Card Industry Data Security Standard), which specifies
how customer data should be protected. Some embodiments
may include a backup or disaster recovery processor.

[llustrative embodiments of apparatus and methods 1n
accordance with the principles of the invention will now be
described with reference to the accompanying drawings,
which form a part hereot. It 1s to be understood that other
embodiments may be utilized and structural, functional and
procedural modifications may be made without departing
from the scope and spirit of the present invention.

As will be appreciated by one of skill 1n the art, the mnven-
tion described herein may be embodied 1n whole or in part as
a method, a data processing system, or a computer program
product. Accordingly, the mvention may take the form of an
entirely hardware embodiment, an entirely software embodi-
ment or an embodiment combining software, hardware and
any other suitable approach or apparatus.

Furthermore, such aspects may take the form of a computer
program product stored by one or more computer-readable
storage media having computer-readable program code, or
instructions, embodied 1n or on the storage media. Any suit-
able computer readable storage media may be utilized,
including hard disks, CD-ROMSs, optical storage devices,
magnetic storage devices, and/or any combination thereof. In
addition, various signals representing data or events as
described herein may be transierred between a source and a
destination in the form of electromagnetic waves traveling
through signal-conducting media such as metal wires, optical
fibers, and/or wireless transmission media (e.g., air and/or
space).




US 8,300,275 Bl

13

FIG. 1 1s a block diagram that illustrates a generic comput-
ing device 101 (alternatively referred to herein as a “server”)
that may be used according to an illustrative embodiment of
the mnvention. The computer server 101 may have a processor
103 for controlling overall operation of the server and its
associated components, including RAM 105, ROM 107,
input/output module 109, and memory 125.

Input/output (“I/O”) module 109 may include a micro-
phone, keypad, touch screen, and/or stylus through which a
user of device 101 may provide mnput, and may also include
one or more ol a speaker for providing audio output and a
video display device for providing textual, audiovisual and/or
graphical output. Software may be stored within memory 125
and/or storage to provide instructions to processor 103 for
enabling server 101 to perform various functions. For
example, memory 125 may store software used by server 101,
such as an operating system 117, application programs 119,
and an associated database 121. Alternatively, some or all of
server 101 computer executable mnstructions may be embod-
ied 1n hardware or firmware (not shown).

Server 101 may operate 1n a networked environment sup-
porting connections to one or more remote computers, such as
terminals 141 and 151. Terminals 141 and 151 may be per-
sonal computers or servers that include many or all of the
clements described above relative to server 101. The network
connections depicted 1n FIG. 1 include a local area network
(LAN) 125 and a wide areanetwork (WAN) 129, but may also
include other networks. When used 1n a LAN networking
environment, computer 101 1s connected to LAN 125 through
a network interface or adapter 123. When used 1n a WAN
networking environment, server 101 may include a modem
127 or other means for establishing communications over
WAN 129, such as Internet 131. It will be appreciated that the
network connections shown are illustrative and other means
of establishing a communications link between the computers
may be used. The existence of any of various well-known
protocols such as TCP/IP, Ethernet, FTP, HI'TP and the like 1s
presumed, and the system can be operated 1n a client-server
configuration to permit a user to retrieve web pages from a
web-based server. Any of various conventional web browsers
can be used to display and manipulate data on web pages.

Additionally, application program 119, which may be used
by server 101, may include computer executable instructions
for mvoking user functionality related to communication,
such as email, short message service (SMS), and voice input
and speech recognition applications.

Computing device 101 and/or terminals 141 or 151 may
also be mobile terminals including various other components,
such as a battery, speaker, and antennas (not shown).

Terminal 151 and/or terminal 141 may be portable devices
such as a laptop, cell phone, Blackberry™, or any other
suitable device for storing, transmitting and/or transporting
relevant information.

Any information described above in connection with data-
base 121, and any other suitable information, may be stored in
memory 125.

One or more of applications 119 may include one or more
algorithms that may be used to diagnose faults, analyze data
sets, parse electronic logs and/or any other suitable tasks
related to end-to-end self-service device analysis.

The mvention may be operational with numerous other
general purpose or special purpose computing system envi-
ronments or configurations. Examples of well known com-
puting systems, environments, and/or configurations that
may be suitable for use with the invention include, but are not
limited to, personal computers, server computers, hand-held
or laptop devices, mobile phones and/or other personal digital
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assistants (“PDAs”), multiprocessor systems, microproces-
sor-based systems, set top boxes, programmable consumer
clectronics, network PCs, minicomputers, mainirame com-
puters, distributed computing environments that include any
of the above systems or devices, and the like.

The mvention may be described 1n the general context of
computer-executable instructions, such as program modules,
being executed by a computer. Generally, program modules
include routines, programs, objects, components, data struc-
tures, etc. that perform particular tasks or implement particu-
lar abstract data types. The invention may also be practiced in
distributed computing environments where tasks are per-
formed by remote processing devices that are linked through
a communications network. In a distributed computing envi-
ronment, program modules may be located i both local and
remote computer storage media including memory storage
devices.

FIG. 2 shows illustrative self-service device 200, which
may be an ATM. Self-service device 200 may include monitor
202, keypad 204, card reader port 206, document acceptor
208, item dispenser 210 and security screen 212.

Monitor 202 may exchange visual and or audio informa-
tion with a customer. Keypad 204 may include alphanumeric
keys 214 for the customer to enter numerical and textual data.
Keypad 204 may include control keys 216. In some embodi-
ments, control keys 216 may be used to communicate control
information, such as instructions, to selif-service device 200.
Keypad 204 may include soit keys. Soft keys 218 may have
functions that are dictated by programming and are presented
to the customer using information that may be displayed on
monitor 202.

Card reader port 206 may be the front end of any suitable
card reader. The card reader may read magnetically encoded
information on transaction instruments such as bank cards. In
some embodiments, seli-service device 200 may include a
contactless chip reader, a wireless transcerver or any other
suitable interface for exchanging transaction information
with a transaction instrument. The transaction instrument
may be a chip, an RFID tag, a smart card, a PDA, a telephone
or any other suitable device.

In some embodiments, self-service device 200 may include
a biometric sensor (not shown). The biometric sensor may
identify a customer based on a feature, such as an anatomical
feature, of the customer. For example, the biometric sensor
may be configured to i1dentity the customer based on all or
part of a face, a fingerprint, an 1r1s, a retina a hand or any other
suitable anatomical feature. The biometric sensor may 1den-
tify the customer based on a behavioral feature such as a
signature, a voice, a gait or any other suitable behavioral
feature.

Document acceptor 208 may accept any suitable docu-
ments. For example, document acceptor 208 may accept
envelopes, deposit forms, bills, checks or any other suitable
documents. In some embodiments, document acceptor 208
may feed into a scanner that digitizes the documents for
image-based transaction processing.

Item dispenser 210 may dispense 1tems. For example, item
dispenser 210 may dispense bills.

Security screen 212 may visually screen a surveillance
device (not shown). The surveillance device may provide
video information about individuals that are present near the
self-service device and the conditions there.

FIG. 3 shows illustrative seli-service device 300. Seli-
service device 300 may have one or more of the features of
self-service device 200 (shown 1n FI1G. 2). Self-service device
300 may include housing 302. Self-service device 300 may
include vault 304. Vault 304 may contain 1items (not shown).
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Item handling mechanism 306 may be present in vault 304.
Item handling mechanism 306 may store, arrange, dispense
and/or otherwise handle 1tems for dispensing from seli-ser-
vice device 200. For example, item handling mechanism 306
may include conveyors (not shown) for positioning and repo-
sitioning 1tems for dispensing by dispenser 308 through item
port 310. Items (not shown) in item handling mechanism 306
may be contained 1n item cartridges 312. For example, when
the items are bills, 1tem cartridges 312 may be cash cartridges.

Item handling mechanism 306 may include 1tem counter
314. Item counter 314 may count items prior to dispensing by
dispenser 308.

Self-service device 300 may include LCD display 316 and
a keypad (not shown) for customer interaction. Card reader
318 may be present for receiving transaction information
from the customer via a suitable transaction mstrument. Seli-
service device 300 may 1include receipt printer and dispenser
module 320. Receipt printer and dispenser module 320 may
provide the customer with a record of a transaction. CPU 320
may control customer I/O, dispensing processes, which may
include initialization, actuation, dispensing and any other
suitable processes, receipt printing and dispensing, transac-
tion channel communications and any other suitable pro-
cesses. The transaction channel communications may be per-
formed using modem 324, which may be any suitable
communication device. Modem 324 may communicate with
a local or regional network router (not shown). Service moni-
tor 326 may be provided for a service technician to exchange
information and instructions with CPU 322.

FIG. 4 shows control system 400 for controlling a seli-
service device such as 300 (shown 1n FIG. 3). System 400 1s
controlled by CPU 402. CPU 402 exchanges transaction
information with electronic communication network N via
modem 404, which 1s in communication with router R. CPU
402 may recerve transaction information from a customer via
monitor 406, keypad 408, card reader 410 and deposit accep-
tor 412. CPU 402 may dispense bills through bill dispenser
414.

FIG. 5 shows illustrative transaction information network
500. Transaction information network 500 may include elec-
tronic communication network 502. Network 502 may be in
parta LAN or WLAN, a WAN or WLAN or any other suitable
network. Network 502 or portions thereof may be cabled,
wired, optical fibered or wireless.

Self-service devices such as ATMs 504 may communicate
via electronic communication network 502 with self-service
device management module 506. Self-service device man-
agement module 506 may include one or more devices shown
in FIG. 1. A remote user may use seli-service device manage-
ment module 506 to monitor, control, reset, repair and/or
intervene 1n one or more processes ol ATMs 504.

FIG. 6 shows 1llustrative portions of communication sys-
tem 600 for exchanging transaction mmformation between
ATM 602 and financial institution transactional platform 604.
ATM 602 may be an ATM such as 300 (shown 1n FIG. 3).
Transactional platform 604 may be any suitable device for
settlement and clearing of transactions. For example, plat-
form 604 may be a financial institution mainframe.

Command lines 1n transactional information from ATM
602 may be executed at line handler protocol layer 606.
Device handler 608 may handle routing decisions based on
transactional information requirements for authorization,
settlement, clearance, transactional networks and 1ssuing
financial 1nstitutions. Authorization requests may then be
processed by auth-process module 610. Auth-process module
610 may then provide transactional information to host inter-
face 612 for communication with platiorm 604.
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Supervisory module 614 may recerve diagnostic data from
line handler 606, device handler 608, auth-process module
610, or any other suitable source. The diagnostic data may be
used to manage ATM 602. The diagnostic data may be pro-
vided to a self-service management module such as 406
(shown 1n FIG. 4).

Processes 1n accordance with the principles of the mven-
tion may include one or more features of the process illus-
trated 1n FIGS. 7-12. For the sake of illustration, the steps of
the process 1llustrated in FIG. 7-12 will be described as being
performed by a “system.” The “system” may include one or
more of the features of the apparatus that are shown 1n FIGS.
1-6 and/or any other suitable device or approach. The “sys-
tem”™ may be provided by an entity. The entity may be an
individual, an organization or any other suitable entity.

FIG. 7 shows steps of a process 1n accordance with the
principles of the mvention. Step 702 shows logging data
associated with a predetermined event. In response to the
predetermined event, the process may then query whether the
seli-service device 1s operational and 1n service, as shown 1n
step 704.

If the self-service device 1s non-operational then the pro-
cess may query whether the self-service device healed 1tself
from 1ts non-operational state, as shown at step 706.

If the self-service device 1s determined to be operational,
then the process may further query whether log files indicate
that device failure may be imminent, as shown at step 708. I
failure 1s not imminent—i.e., device failure 1s not indicated—
then the process may terminate at 710.

If failure 1s imminent, then the system may again query
whether the self-service device healed 1tself from the 1mmi-
nent failure condition. It the seli-service device healed 1tself
from the imminent failure condition, then the process may
loop back to step 702 to log data associated with another
event.

I1 the seli-service device did not heal itself, then the system
may query whether the device (which 1s either non-opera-
tional or 1n danger of immainent failure) 1s connected to the
network. If the device 1s not connected to the network, the
system may generate an electronic struction to dispatch a
technician.

If the seli-service device 1s connected to the network, then
a remote technician may be electronically notified of the
event, may electronically connect to the self-service device,
and may initiate a remote troubleshooting procedure, as
shown 1n step 716.

Following initiation of remote troubleshooting, the system
may query whether the technician can 1solate the fault or other
1ssue with the self-service device, as shown 1n step 718. IT the
remote technician cannot 1solate the fault or other 1ssue with
the seli-service device, then an onsite technician may be
clectronically notified and dispatched, as shown 1n step 720.

I1 the remote technician can 1solate the fault or other 1ssue
with the self-service device, then the system, or the techni-
cian, may query whether the fault or 1ssue 1s associated with
soltware or firmware, as shown at step 722.

Step 728 shows that, 1f the 1ssue was not associated with
soltware or firmware, then the remote technician may gather
further information regarding the failed component. Follow-
ing the gathering of information regarding the failed compo-
nent, an onsite technician may be dispatched. Prior to the
dispatch of the onsite technician, all the troubleshooting data
and fault identification information may be electronically
transmitted to the onsite technician, as shown 1n element 730.

The technician may arrive onsite preferably with a reduced
troubleshooting load because of the data provided to the
technician, and return the device to operational status, as
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shown 1n element 732. Thereafter, the process may loop back
to element 702 following a logging of data associated with an
event.

FIG. 8 shows elements of an illustrative hybrid device/
process 1n accordance with the principles of the mvention.
FIG. 8 shows a self-service device 802. Seli-service device
may be an ATM, a self-service Kiosk, a cash recycler or
another suitable self-service device (referred to collectively
herein as a “self-service device”).

The network accessibility 804 of device 802 preferably
requires a secure network connection and further requires
user authentication.

Such accessibility, together with ATM data transmission,
may preferably be used to implement predictive monitoring,
806 as well as remote diagnosis 808.

Predictive monitoring 806 leverages the accessibility and
data stored on a self-service device, or data sent by a data
device to a central server, 1n order to calculate when a failure
1s predicted to occur on the device. Failure prediction calcu-
lations occur preferably prior to the failure impacting a cus-
tomer transaction, or interrupting customer transactions.

Remote diagnosis 808 preferably leverages an active com-
ponent on the device, thereby allowing a remote technician to
access: 1) seli-service device monitoring; 2) self-service
device PC (computer) monitoring (including momitoring of
(a) disc space; (b) memory utilization; and/or (¢) any other
suitable PC characteristic); 3) inventory of the device (includ-
ing (a) hardware mventory; (b) software inventory; and/or (c)
firmware inventory); and/or 4) overall self-service device
“health” monitoring including problem identification). Pret-
erably, the mformation may be pushed by the self-service
device or pulled at the request of the operator.

The mformation obtained from predictive momitoring 806
and remote diagnosis 808 may preferably be leveraged to
provide seli-service device automated resolution 810, a
remote fix 812, and remote assist 814.

Self-service device automated resolution 810 may be
implemented as follows. When a self-service device encoun-
ters a failure, the device may take automatic action to recover.
This may require no on-site human interaction. This capabil-
ity may be recorded and logged for tracking purposes.

Remote fix 812 may be implemented as follows. When a
self-service encounters a failure, electronic notification may
be provided to a remote technician who 1nitiates communi-
cation with the device. This individual has the capability to
access information about the device 1n a secure and audited
manner. When the remote technician identifies the root cause
of the 1ssue, he or she 1s able to restore the device to opera-
tional status.

Remote assist 814 may be implemented as follows. When
a self-service device encounters a failure, electronic notifica-
tion may, as above with respect to remote fix 812, be provided
to a remote technician. The remote technician may then 1ni-
tiate commumnication with the device. If the remote technician
1s not able to resolve the 1ssue, the diagnostic information and
information gathered during troubleshooting may be pro-
vided to the onsite technician who 1s required to go to the
location of the self-service device. The information provided
by the remote technician may then be leveraged to reduce
overall troubleshooting time, increase device availability and
reduce onsite visits.

Intelligent reporting 816 may include the capability and
visibility to see end-to-end process reporting for components
and processes associated with self-service devices.

FIG. 9 shows elements of another illustrative hybrid
device/process 1n accordance with the principles of the mnven-
tion. Particularly, FIG. 9 shows predictive monitoring 902 in

10

15

20

25

30

35

40

45

50

55

60

65

18

greater detail. An ATM 904 preferably provides a fault data
transmission to centralized self-service data storage 906. The
data may be evaluated by algorithms that identify trends 1n
self-service device data. Such data may be compared to pre-
determined and preferably automatically generated control
thresholds to determine whether a failure event 1s imminent,
as shown at element 908. If failure 1s not imminent, then the
process may end and logging data may continue.

If failure 1s indeed imminent, then the system may query
whether the device can self heal, as shown at element 912. If
the device can self heal, then the device 1s fixed and an auto
closure ticket may be logged, as shown at element 914.

If the device cannot self heal then the system may query
whether the remote technician can implement a remote fix, as
shown at 916. If the device can be fixed remotely, then the
device 1s fixed remotely and an auto closure ticket 1s logged.

If the device cannot be fixed remotely then an onsite tech-
nician 1s dispatched with pertinent information to resolve the
1SSues.

FIG. 10 shows elements of still another illustrative hybnid
device/process 1n accordance with the principles of the mnven-
tion. FIG. 10 relates specifically to self-service device auto-
mated resolution 1002. When a self-service device according
to the invention encounters a failure, the device may take
automatic action to recover. This may require no human inter-
action. Any implementation of such automatic action may be
recorded and logged for tracking purposes.

Self-service device 1004 preferably sends a transmission
of fault data to centralized self-service data storage 1006.
When a hard down failure 1s detected, the system may query
whether the device can self heal, as shown at element 1008. If
the device can self heal, then the device may be fixed and an
auto closure ticket may be logged, as shown at element 1010.

If the device cannot self heal then the system may query
whether the remote technician can implement a remote fix, as
shown at 1012. If the device can be fixed remotely, then the
device 1s fixed remotely and an auto closure ticket 1s logged.,
as shown at 1014.

I1 the device cannot be fixed remotely then an onsite tech-
nician 1s dispatched with pertinent information to resolve the
1ssues, as shown at 1016.

FIG. 11 shows elements of an additional 1llustrative hybnd
device/process 1n accordance with the principles of the mnven-
tion. Specifically, FIG. 11 shows a detailed flow diagram of
device visibility/remote analysis 1112.

A device 1102 may transmit fault data via a remote service
connection to a remote technician, shown at 1104. The remote
technician may evaluate the mnformation from the device to
determine whether a fault has occurred, as shown at 1106. If
no fault has occurred then the reviewing data may continue at
1108. If a fault 1s determined to have occurred, then the

remote service technician may, via a secure connection, lever-
age remote tools to return the device to operational status, as
shown at 1110.

FIG. 12 shows elements of one more hybrid device/process
in accordance with the principles of the invention. FIG. 12
focuses on remote assist 1202. When a self-service device
encounters a failure, notification 1s provided to a remote tech-
nician who initiates communication with the device. It this
individual 1s not able to resolve the issue, the diagnostic
information and information gathered during troubleshooting
1s provided to the onsite technician. The onsite technician
may go to the location of the self-service device. The infor-
mation provided by the remote technician may then be lever-
aged to reduce overall troubleshooting down-time and
increase device availability.
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The device 1204 may transmit fault data to a remote service
technician 1206. The technician 1206 may evaluate informa-
tion from the device and determine whether a failure has
occurred, as shown at element 1208. If no failure occurred,
then the process may terminate, at 1210, and review of data
may continue.

It failure has occurred, then the remote technician may
leverage remote tools to return device 1204 to operational
status. If the device can be remotely fixed, as shown at 1214,
then the technician leverages a remote tool set to return the
device to operational status, as shown at 1216. It the device
cannot be remotely fixed then necessary information may be
sent to an onsite technician for a visit to the device. The
information may reduce the amount of time required for
troubleshooting and return the device to operational status, as
shown at 1218. The onsite technician may then restore the
device to operational status and close a fault ticket, as shown

at 1220.

One of ordinary skill in the art will appreciate that the
clements shown and described herein may be performed 1n
other than the recited order and that one or more elements
illustrated may be optional. The methods of the above-refer-
enced embodiments may involve the use of any suitable ele-
ments, elements, computer-executable mstructions, or com-
puter-readable data structures. In this regard, other
embodiments are disclosed herein as well that can be partially
or wholly implemented on a computer-readable medium, for
example, by storing computer-executable instructions or
modules or by utilizing computer-readable data structures.

Thus, a seli-service terminal with mechanism(s) for mak-
ing deposits and for permitting withdrawals as well as meth-
ods for managing said terminal have been provided. Persons
skilled 1n the art will appreciate that the present invention can
be practiced by other than the described embodiments, which
are presented for purposes of 1llustration rather than of limi-
tation. The present invention 1s limited only by the claims that
follow.

What 1s claimed 1s:

1. One or more non-transitory computer-readable media
storing computer-executable i1nstructions which, when
executed by a processor on a computer system, perform a
method for implementing fault resolution on an electronic
seli-service device, the method comprising:
storing self-service device fault data in an information storage
module resident in the electronic seli-service device fault
data, wherein at least a portion of the self-service device fault
data 1s a result of a fault condition; analyzing the seli-service
device fault data, wherein the analyzing comprises compar-
ing the self-service device fault data with a remotely stored
image or a self-service device software inventory to deter-
mine whether the electronic self-service device 1s capable of
correcting the fault condition; 1f, based on the comparing, the
clectronic seli-service device 1s determined to be capable of
correcting the fault condition: mitiating a self-healing sub-
routine on the electronic seli-service device, wherein a
remote server causes the mitiating of the self-healing subrou-
tine on the electronic self-service device; determining
whether a customer transaction 1s ongoing; and, when no
customer transaction 1s ongoing, instructing the electronic
seli-service device to correct the fault condition; and if, based
on the comparing, the electronic self-service device 1s deter-
mined to be incapable of correcting the fault condition, deter-
mimng whether a remote technician 1s able to implement a
remote {ix.
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2. The method of claim 1 further comprising instructing the
clectronic seli-service device to transmit a screen shot of a
display of the electronic seli-service device to a computer
Server.

3. The method of claim 1, the determining whether a cus-
tomer transaction 1s ongoing further comprising receiving an
clectronic transmission from an Automated Teller Machine
(“ATM”), said transmission including information relating to
whether the customer transaction 1s ongoing.

4. The method of claim 1 the analyzing the self-service
device fault data further comprising electronically reviewing
an e¢lectronic fault log stored on the electronic self-service
device.

5. The method of claim 1 turther comprising using one of
an Extension for Financial Services Protocol command, a
Simple Network Management Protocol command, and a ser-
vice restart as part of the mitiation of the self-healing subrou-
tine.

6. An electronic self-service device for implementing auto-
mated fault resolution, the electronic self-service device com-
prising:

a memory module configured to store self-service device

fault data;

a computational module configured to:

analyze the self-service device fault data to determine
whether the electronic selif-service device 1s capable
ol correcting the fault condition, wherein:
at least a portion of the self-service device fault data 1s
a result of a fault condition;
the analyzing comprises comparing the self-service
device fault data with a remotely-stored 1mage of a
self-service device soitware inventory; and
a remote server causes the computational module to:
initiate a seli-healing subroutine on the electronic
seli-service device 1n response to the analysis
using the remotely-stored image of the seli-ser-
vice device soltware iventory; and
select an automated fault resolution subroutine to
correct the fault condition; and
a monitoring module configured to determine whether a
customer transaction 1s ongoing;
wherein the computational module 1s further configured to
instruct the electronic self-service device to initiate a selected
fault resolution subroutine if a customer transaction 1s not
ongoing; and
wherein it the electronic self-service device 1s determined to
be 1ncapable of correcting the fault condition, determiming
whether a remote technician 1s able to implement a remote fix.

7. The device of claim 6 further comprising a communica-
tions module for transmitting a screen shot of a display of the
clectronic seli-service device to a computer server.

8. The device of claim 7, the memory module further com-
prising an electronic fault data log, wherein the computa-
tional module 1s further analyzing electronic fault log.

9. The device of claim 6 turther comprising a communica-
tions module for receiving a transmission of instructions from
a remote server, said instructions include a command to 1ni-
tiate a self-healing subroutine on the electronic self-service
device.

10. The device of claam 6 wherein the instructions are
communicated using one of an Extension for Financial Ser-
vices Protocol command, a Sumple Network Management
Protocol command, and a service restart.

11. The device of claim 6 wherein the electronic seli-
service device 1s an Automated Teller Machine (“ATM™).

12. A method for implementing fault resolution on an elec-
tronic self-service device, the method comprising:
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storing seli-service device fault data 1n an information 11 the electronic seli-service device 1s not capable of cor-
storage module resident in the electronic self-service recting the fault condition, determining whether a
device, wherein at least a portion of the self-service fault remote technician 1s able to implement a remote fix.

13. The method of claim 12 further comprising mstructing

data 1s a result of a fault condition; : _ _ _
5 the electronic self-service device to transmit a screen shot of

analyzing the self-serv ?ce device fault d‘fita to determine a display of the electronic self-service device to a computer
whether the electronic self-service device 1s capable of server.
correcting the fault condition, wherein the analyzing 14. The method of claim 12, the determining whether a
comprising comparing the self-service device fault data customer transaction 1s ongoing further comprising receiving
with a remotely-stored image of a self-service device |, an electronic transmission from an Automated Teller

Machine (“ATM”), said transmission including information
relating to whether the customer transaction 1s ongoing.

15. The method of claim 12, the analyzing the self-service
device fault data further comprising electronically reviewing
an electronic fault log stored on the electronic self-service

soltware mventory;

initiating a self-healing subroutine on the electronic seli-
service device 1n response to the comparing, wherein a
remote server causes the mmitiating of the self-healing

subroutine on the electronic seli-service device; 15 device
if the electronic self-service device 1s capable of correcting, 16. The method of claim 12 further comprising using one
the fault condition, determining whether a customer of an Extension for Financial Services Protocol command, a
transaction 1s ongoing; Simple Network Management Protocol command, and a ser-
if the customer transaction is not ongoing, instructing the N Elce restart as part of the initiation of the seli-healing subrou-
ne.

electronic self-service device to correct the fault condi-
tion; and, % & % ok
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